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The Information Services Department serves as the Library’s principal information gateway and is responsible for critical activities such as providing frontline information, assisting with research, and facilitating referrals to appropriate individuals, departments or organizations.

During the 2003/04 fiscal year, the Information Services Department again took a lead role in the management of services in the Library West Commons (LWC) located on the 1st Floor West of the Library.  The LWC is a joint venture between the Office of Information Technology (OIT), the Center for the Enhancement of Teaching and Learning (CETL), and the Library and Information Center, and provides expert research and technology assistance in a technology embedded learning environment.  During school semesters, the LWC is open 24/5, from Sunday at noon until Friday at 6pm, and on Saturdays from 9am to 6pm.  Additionally, the Department continues to be focused on enhancing information services by emphasizing information consulting, collection development, instruction and training, assessment of services, the incorporation of new resources (print and electronic), and staff development. 

From Spring 2003 to Spring 2004, the Information Services Department spent a significant amount of time, which included a two-day retreat, developing a strategic plan.  Lori Critz facilitated this process.  The purpose of the plan is to assess methods of communication, decision-making, and service within the department, and to formulate clear objectives and action plans for the department in such areas as:  customer service, PR/marketing, information access, and training.   ISD staff members have joined informal work groups and implementation of the strategic plan is underway.  The ISD Strategic Plan is located at http://intranet.library.gatech.edu/info/departments_info.php?ID=11

There were some changes in personnel in the ISD this year.  Biological Sciences Subject Librarian, Donna Braquet, left to take a position at the University of Tennessee, Knoxville, in January 2004.  Mathematics and Civil and Environmental Engineering Subject Librarian, Pat Johnston retired in June 2004 after 15 years of service at Georgia Tech.  Lori Critz became Web Content Coordinator in January 2004.  Library Assistant Ted Bazemore completed a Master’s of Library Science degree from the Florida State University in May 2003 and accepted a librarian position at the University of Georgia in September 2003.  Information Associate Christian Wanamaker resigned in December 2003 and Information Associate Jerene Cruse left the department to take another position at Georgia Tech in March 2004.  Batecia Sands joined the department as an Information Associate I in November 2003 and left in May 2004.  Dottie Hunt and Yolanda Strayhorn joined the ISD as Information Associate I’s in March 2004, and James Lee joined the department as an Information Associate I in July 2004.


I.  ACHIEVEMENT OF INFORMATION SERVICES DEPARTMENT OBJECTIVES FOR 2003-2004
    	 	
A.	Subject Librarian/Campus and Other Outreach 
The Department continues to build partnerships with academic and research faculty through a variety of outreach and marketing efforts such as one-on-one contacts, e-mail correspondence, participation in campus meetings and demonstrations, committees and initiatives, and other outreach endeavors.  
	Subject Librarians participated in New Faculty Orientation (NFO), on August 13, 2003.  Library information packets were distributed to approximately 31 new faculty, with individual librarian follow-up.  NFO for the 2004/05 fiscal year is scheduled for August 10.
	Subject Librarian office hours were held in the College of Computing by Tim Daniels, the School of History, Technology, & Society by Bruce Henson, the School of International Affairs by Mary Axford, the School of Public Policy by Cathy Carpenter, and in the College of Management by Patricia Kenly.  All plan to continue to offer office hours in fall 2004, except Tim Daniels who has accepted a position at another library.  
	Freshmen Experience/Psychology 1000, 2003-2004 – Librarians Mary Axford, Cathy Carpenter, Lori Critz, Tim Daniels, and Leslie Madden participated in the June 2003 retreat and taught/co-taught a course section.  Patricia Kenly also taught a section.  2004-2005 – Librarians Mary Axford, Cathy Carpenter, Lori Critz, and Leslie Madden attended training and will be teaching the renamed and newly restructured freshman experience course, GT1000.
	Leslie Madden and Tim Daniels participated in New Graduate Student Orientation in August 2003.
	Donna Braquet coordinated the library participation in the FASET (Familiarization and Adaptation to the Surroundings and Environs of Tech) Marketplace in July and August 2003, in which Library employees staffed an information kiosk for 3 hours each during six FASET orientations.  Over 1,000 flyers were distributed, and contact information was collected for 315 students. Lori Critz is coordinating FASET Marketplace participation and Bruce Henson is coordinating FASET Library tours in Summer 2004.
	Cathy Carpenter participated in the planning of the Georgia Tech Women’s Leadership Conference for 2003 and will participate again in 2004.
	Lori Critz coordinated library participation in the OMED (Office of Minority Education and Development) Challenge program in July and August 2003 and is coordinating participation in 2004.
	Members of the Information Services Department conducted President’s Scholars tours for 225 potential Tech students and their parents in Spring 2004.

B.	Campus committee participation 
	Tim Daniels served on the Academic Services Committee.
	Patricia Kenly served in the Academic Senate.
	Mary Axford was elected to serve on the Student Honor Committee beginning in July 2004. 
 
C.	Instruction and Training 
	The number of persons attending library instruction is up from the previous year, and the variety of activities for instruction and outreach to our Georgia Tech constituents continues to grow.  The total number of classes, tours, and orientations was 165, a 43% increase from 115 in 2002-03.  The total number of participants in classes, tours, and orientations was 4,881, a 57% increase from 3,115 in 2002-03.  Subject Librarians also spent more than 350 hours in individual consultations with students and faculty, and further outreach was conducted through office hours at other campus units. 
	Formal instruction increasingly focused on providing undergraduate education, a campus-wide priority, and on customized classes and instruction, as we endeavor to move from an “instructional model” to a “learning model,” with an emphasis on “information competencies for lifelong learning.”  1,859 undergraduate students participated in Library classes this year, including those from LCC 1101 and 1102, and Psyc 1000.   This was a 6% increase from 1,751 in 2002-03.  However, graduate student sessions were also an important form of outreach.  2,344 graduate students participated in Library classes and orientations, a 141% increase from 972 in 2002-2003.  Additionally, 276 students participated in 7 tours, and 20   general classes reaching 59 students were held on such topics as searching the Library catalog, Web of Science, and EndNote.
	The Library Research Clinic was open for 4 weeks, 3 days a week, for two hours at a time in the Fall Semester 2003 and Spring Semester 2004.  Fifteen undergraduates, 6 graduates, and one member of the general public visited the Clinic for general introduction to Library resources or specific research assistance.  An average of 38 minutes was spent with each client.  The Clinic will be held again for 4 weeks each in the Fall 2004 and Spring 2005 semesters, for 3 days a week, 2 hours each day.
	Library staff answered 654 questions regarding patents and trademarks in 2003-2004.

D.	Continue developing marketing and advertising for reference services.
	A Library Welcome Event, organized by Patricia Kenly was held on August 25-27, 2003.  Refreshments and Library information were given out.  The 2004 welcome event is August 24-26.  Patricia Kenly is again organizing this event.

E.	Continue providing staff training and development, and emphasize participation in professional organization activities. 
Staff training and mentoring are high priorities for Bruce Henson, Crit Stuart, and other department members, as we endeavor to provide quality library services and develop a high caliber staff.
      Staff Training 
	As part of the Strategic Plan, ISD meetings were redesigned to include a monthly workshop by a Subject Librarian – the first was in June 2004.
	Mary Axford attended SFX and EndNote training.
	Cathy Carpenter participated in the Georgia Tech Retreat Exploring Effective Teaching (GREET).  She also audited a graduate level Public Policy class, “Foundations in Public Policy.”  Additionally, she attended the Office of Organizational Development (OOD) workshop, “Polishing Your Presentation Skills,” and a BIG (Bibliographic Instruction Group) workshop on Faculty Outreach.
	Lori Critz attended two SOLINET workshops, “Web Design with Cascading Style Sheets” and “How to be a Facilitator.”  She also participated in GREET, and took Flash MX through New Horizons. 
	Jerene Cruse attended the following OOD workshops:  “Proofreading Made Easy,” “Power Communications for Women,” and “Get Organized Now.”
	Tim Daniels participated in GREET, and an ALA preconference, “Effective Management of Electronic Resources.”
	Jay Forrest became an Apple Certified Technical Coordinator through training at the Art Institute of Atlanta and attended the OOD class, “Understanding and Managing Legal Risks.”  Additionally, he attended the following workshops at New Horizons:  Adobe Illustrator Levels 1 & 2, Adobe Photoshop Levels 1 & 2, HTML 4 Level 1, Macromedia Dreamweaver MX Level 2, Macromedia Fireworks MX Levels 1 & 2, Macromedia Flash MX Level 2, Microsoft Access 2002 Level 3, and Quark QuarkXpress Level 1.  He also completed the following Computer Based Training (CBT):  Basic Animation in Macromedia Flash MX, Increased Application of Macromedia Flash MX, HTML Fundamentals, Unix: Overview, Unix: Exploring the Filesystem, Unix: Working with Files, Unix: Using Editors, Unix: Process and Data Utilities, Unix: The User Environment, Unix: Using the Shell, Unix (e3): Introduction to Unix, Unix (e3): System Architecture, iPhoto, iTunes4, iSight, iPod mini, Mac OS Help Desk Essentials v 10.3, and Apple Desktop Certification.
	Leslie Madden attended two CETL (Center for the Enhancement of Teaching and Learning) seminars.  She also attended SFX, Web of Science, and EndNote training.
	Batecia Sands attended the following OOD workshops:  “Grammar Goes to Work,” “Polishing Your Presentation Skills,” “Telephone Techniques,” “Promote Yourself,” and “Customer Service With a Positive Attitude.”
	Joanne Tobin attended the Annual Patent Workshop sponsored by the U.S. Patent and Trademark Depository Library Office, a Georgia Archives seminar on disaster preparedness, and an SLA/GA program on BLOGS.
Professional Association / Conference Participation
	ALA Midwinter (January 2004, San Diego, CA) – Mary Axford, Cathy Carpenter, Lori Critz, Tim Daniels, Bruce Henson, Patricia Kenly, and Leslie Madden.
	ALA Annual (June 2004, Orlando, FL) – Mary Axford, Cathy Carpenter, Lori Critz, Tim Daniels, Bruce Henson, and Patricia Kenly. 
	EduCATE (Educational Conference on Academic Technology) (March 2004, Atlanta, GA) – Lori Critz.
	GIL Users Group Meeting (May 2004, Macon, GA) – Lori Critz, Jay Forrest, and Bruce Henson.
	Living the Future V Conference (April 2004, Tucson, AZ) – Lori Critz and Bruce Henson.
	SFX Open URL Conference (2004, Atlanta, GA) – Lori Critz and Bruce Henson.
	Virtual Reference Desk Conference (2003, San Antonio, TX) – Cathy Carpenter.

F.	Continue to actively participate in Library exhibit initiatives for publicity and public
relations’ purposes.
Leslie Madden was the co-coordinator for “Frankenstein:  Penetrating the Secrets of Nature,” an ALA/NLM traveling exhibit at the Georgia Tech Library from March 18 to April 30, 2004.  Events surrounding the well-attended exhibit included lectures, an opening reception, and a film series.  

II.   OTHER MAJOR ACCOMPLISHMENTS

A.	Library West Commons
	In February 2004, the Library debuted its newest service—the Presentation and Rehearsal Studio.  Designed to give students a space to practice presentations, the studio replicates the technology available in many campus classrooms and includes such features as a plasma touch screen, laptop hookups, and videotaping capabilities.  The studio has been extremely popular and was booked solidly for the last two weeks of the Spring semester 2004.  During that semester, 176 reservations were made for a total of 290 hours.
	Tony Gilmer, an OIT employee, and Bruce Henson, Head of the ISD co-manage the LWC.  They participate in monthly LWC Advisory Group meetings with Crit Stuart from the Library, and Dewey Baxter, Paul Arnold, and Linda Cabot from OIT.
	LWC Operations Teams were disbanded in early 2004, after participants recognized the groups had outlived their usefulness after the successful implementation of the LWC.  Workgroups will be implemented as needed for defined tasks.
	Continuing the spirit of collaboration between OIT and the Library that has characterized the implementation and management of the LWC, both organizations now have cross representation on search committees for positions that will work in the LWC.  OIT’s Tony Gilmer served on 4 Library search committees for Information Associate positions and Lori Critz, from the Library,   participated in numerous OIT interviews for LWC student workers and interns.

B.	Collection/Resource Development 
The Information Services Department continues to actively participate in the Library's resource development activities and the creation of collection development policies.  Subject Librarians participated in monthly Information Resource Council meetings, significantly participated in the expenditure of over $350,000 for new monographic resources to augment the Library's collection, and also recommended databases and electronic and print journal subscriptions.  

C.	Virtual Reference Service 
The Georgia Tech Library Reference Department offers virtual reference service to Georgia Tech students, faculty, and staff through email and chat service.  Cathy Carpenter coordinates Virtual Reference Services.  In 2003, the Library moved from Eudora email and AOL Instant Messenger chat to QuestionPoint, a virtual reference software created by OCLC and the Library of Congress.  Usage of virtual reference services was down slightly from the previous year due to software problems and difficulties with the conversion.  444 email questions were answered, a 13% decrease from 512 questions in 2002-03; and 285 chat questions were answered, a 21% decrease from 361 questions in 2002-03. 

 D.  Web Initiatives
	Donna Braquet and Lori Critz, in their roles as Web Content Coordinator, worked closely with Heather Chritton and other Systems staff to revise and improve the Library homepage.   
	As members of the Electronic Resources Working Group, Donna, Lori, and Tim Daniels, participated in preparing the Library’s electronic collections for the implementation of SFX, which became available in August 2003. 
	Lori Critz, Tim Daniels, Leslie Madden and Mary Axford worked on a committee to redesign the electronic Subject Guides.  A new dynamic Subject Guides page will be operational in the Fall semester 2004.
	Ted Bazemore and Cathy Carpenter worked on the implementation of QuestionPoint, a new virtual reference service software that includes email and chat.
 
E. Library Demonstrations, Visits, and Tours  
The Information Services Department continues to host many tours, presentations, and online demonstrations both in-library and off-site for various academic and administrative departments as well as other university affiliates and school groups. 
Leslie Madden gave tours to two high school groups, and Joanne Tobin presented patent and trademark information to two 6th grade classes at Sarah Smith Elementary School.  In addition, she attended monthly meetings of the Centennial Elementary School media committee and the Inventors Associates of Georgia as the Georgia Tech representative.  Members of the Information Services Department also participated in President’s Scholars tours for potential freshmen and their parents in Spring 2004, and a Faculty Open House in September 2003.

F.	Scholarly Activities
	Cathy Carpenter wrote an article on Fulton County for the New Georgia Encyclopedia, a new online encyclopedia available at http://www.georgiaencyclopedia.org/nge/Home.jsp (​http:​/​​/​www.georgiaencyclopedia.org​/​nge​/​Home.jsp​)
	Lori Critz made the following presentations:  “Publicity:  Rolling Out SFX!” at the SFX Open URL Open House (January 2004, Atlanta, GA); “Staffing, Training & Testing for a Library-Integrated Information Commons” at AGH University of Science and Technology (March 2004, Krakow, Poland); “The 21st Century Library: Cost-Effective Electronic Transformations” at AGH University of Science and Technology, and University of Agriculture Library (March 2004, Krakow, Poland and Poznan, Poland); “Re-envisioning Instruction for the Electronic Environment of a 21st Century Science-Engineering Library” at Cracow University of Economics Library (March 2004, Krakow, Poland); “Scholarly Communication:  The View from the Library” at the Committee of Scientific Information, Polish Academy of Science (March 2004, Poznan, Poland); and “Introduction to Linking Technologies & OpenURL” at the GIL Users Group Meeting (GUGM) (May 2004, Macon, GA). 
	Bruce Henson and Jay Forrest presented “Emergence of Hybrid Positions at the Georgia Tech Library” at GUGM (May 2004, Macon, GA).  Bruce also presented (with Linda Cabot of OIT) “Merging IT and Library Support Positions” at the University System Annual Computing Conference (October 2003, Eatonton, GA).
	Leslie Madden wrote an article on Madison County and an article on Crawford Long for the New Georgia Encyclopedia, a new online encyclopedia available at http://www.georgiaencyclopedia.org/nge/Home.jsp (​http:​/​​/​www.georgiaencyclopedia.org​/​nge​/​Home.jsp​)

G. EndNote Software 
Bruce Henson wrote a GT Technology Fee request to purchase EndNote software, bibliographic software that has been widely requested by Library users.  The Technology Fee request for $20,000 was successful and a campus-wide license was implemented in January 2004.  The software is available on the OIT Software homepage and is supported by Library staff.  Cathy Carpenter is the Library’s resource staff for the software.  

H. Customer Service
A goal of the ISD’s Strategic Plan is to provide an inviting, well-organized desk environment that is pleasing to our customers and co-workers.  As objectives for the goal the department performed the first annual review of environmental/ physical needs for the ISD and developed a plan for monitoring the IS desk environment.

I. Information Access
	A goal of the ISD’s Strategic Plan is provide a “Check system” to make sure that the electronic resources are available remotely at all times.  The department designed and implemented a checklist of electronic resources that is completed once a month by rotating staff.  
	Another goal is to provide the highest level of access possible, within legal constraints, to campus visitors.  Four sit down workstations have been implemented in the 1 East Cluster and ISD staff are providing information assistance and database instruction to all users. 
	Another goal is to improve access to the building for the physically challenged.  An ISD workgroup has been formed to work on this. 

III.	INFORMATION SERVICES DEPARTMENT GOALS FOR 2004-2005

	A.  Library West Commons
	Continue to identify and develop training opportunities for Information Services staff in the area of technology skills.
	Continue to develop partnerships with CETL and OIT. 
	Continue to evaluate the services and resources provided in the LWC to inform the creation of the Integrated Learning Resources Center (ILRC).
	Provide training for OIT colleagues as needed.

B. Customer Service(from the ISD Strategic Plan)
	Provide an inviting, well-organized desk environment that is pleasing to our customers and co-workers by
o	Perform an annual review of environmental physical needs for the ISD
o	Maintain and improve the plan for monitoring the IS desk environment.
	Commit to providing excellent service to all customers
o	Develop a comprehensive written policy that delineates expected customer service behaviors and guidelines for desk duty.
o	Provide each customer with the appropriate effort and focused attention.

C. Information Access (from the ISD Strategic Plan)
	Strengthen access to print and electronic resources by identifying needs and making recommendations, in a unified voice, to Collection Development Librarian and Library Administration.
	Continue “check system” to make sure that the electronic resources are available remotely at all times.
	Provide the highest level of access possible, within legal constraints, to campus visitors.
o	Provide information assistance and database instruction to all users. 
o	Provide seating at all visitor workstations. 
	Improve access to the building for the physically challenged.
o	Develop a plan, and make recommendations to Library administration for improving access to Library for disabled users by Fall 2004. 
o	Examine access issues within Library and make recommendations to Library administration by Fall 2004. 

D. Training/Education (from the ISD Strategic Plan)
	Every month Subject Librarians will offer subject specific workshops for all Library staff.
	Identify, design, and implement needed staff training modules through the departmental strategic planning process.
	Ensure that there are at least 2 classrooms conducive to training/education that are under the Library’s control.
	Develop a program of evaluation, based on measurements of student outcomes as a result of library instruction.
	Design & implement on-going information literacy programs for the GT community, in order to support client success, life-long learning & student retention, according to the ACRL Information Literacy Standards
o	Subject Librarians will collaborate with GT schools/departments in integrating library instruction with core freshman classes that will result in an increased level of information literacy for first year students, when appropriate.
o	Individual Subject Librarians will develop an ongoing action plan to meet the information needs of their specified faculty.
o	Subject Librarians will offer and provide on-going course specific information literacy instruction for students, in their respective areas.
o	The ISD will provide ongoing opportunities for individualized instruction/consultations to meet specific information needs of faculty and students.
o	The ISD will offer a library research clinic during mid-terms each semester, or at other times as needed, at least three times per week. 
o	Continue to refine and offer general library instruction sessions. 

B.  Marketing and Subject Librarian Outreach
	Continue to enhance and increase Subject Librarian contact and outreach with faculty and students through services such as IC office hours; individualized and customized training; and participation in faculty meetings, campus committees, Teaching Fellows, Freshman Seminar (GT1000), and other outreach endeavors.
	Follow-up with Georgia Tech academic departments to ensure that they have links to the Library from their home pages.
	Continue to participate in campus and professional committees as well as other collaborations with Institute scholars and administrators.
	Maximize the Library’s presence within the Georgia Tech community by raising awareness of the Library’s services and resources.  (from the ISD Strategic Plan)
	Identify and implement effective PR and marketing avenues through the departmental strategic planning process.
	Communicate Department related services, resources, events, policy issues/changes, and librarian expertise to the Georgia Tech Community.
	Continue to distribute brochures for the Subject Librarians to promote Library services and resources.
	The ISD (as well as individual librarians) will offer to the Georgia Tech community at least 5 events, programs or other outreach efforts for a total of at least 10 hours during the academic year.

D.	Assessment
	Develop assessment measurements for services, resources, and staffing in the LWC.

E.  Other Goals
	Continue to focus on ways the Library can impact freshmen, including participation in GT1000, FASET, and RATS Week activities.
	Continue providing staff training and development and emphasizing participation in professional organizations and scholarly activities.
	Continue to actively participate in Library exhibit initiatives for publicity and public relations purposes.  	 
	Develop and enhance Library web pages to continue to provide value-added information regarding information resources and services.  
	Continue to participate actively in the Library's Information Resources Committee, resource development activities, and development of collection development policies.
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